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ABSTRAK 
 
 
      Seiring perkembangan jaman, tingkat modernisasi dan globalisasi di 
berbagai negara juga terus mengalami perkembangan terutama di bidang 
teknologi. Salah satu perkembangan teknologi terlihat pada perkembangan  
telekomunikasi. Hal ini menyebabkan banyak pebisnis melihat adanya 
peluang bisnis yang cukup baik di bidang jasa telekomunikasi. Simpati 
merupakan kartu seluler pertama di Indonesia dan provider ini memiliki 
keunggulan jaringan terluas, sinyal yang kuat dan jumlah pelanggan yang 
terbilang cukup besar bila dibandingkan provider lainnya. Sampel yang 
digunakan dalam penelitian ini berjumlah 159 orang yang merupakan 
pelanggan kartu GSM Simpati dan pernah menerima layanan di Grapari. 
Data dikumpulkan dengan menggunakan kuisioner. Teknik analisis yang 
digunakan adalah menggunakan analisis Structural Equation Modeling. 
Hasil analisis menunjukan bahwa harga, kualitas pelayanan dan citra merek 
berpengaruh terhadap kepuasan pelanggan dan kepuasan pelanggan 
berpengaruh terhadap loyalitas pelanggan. Sedangkan harga, kualitas 
pelayanan dan citra merek tidak berpengaruh terhadap loyalitas pelanggan. 
Kata kunci: Harga, Kualitas Pelayanan, Citra Merek, Kepuasan 
Pelanggan, Loyalitas Pelanggan 
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ABSTRACT  
 
 
      Along the development, modernization and globalization level in 
various countries also growth continuously. Modernization and 
globalization have impact in many aspects of life,  from economic, social, 
cultural, education, technology and information. With the development of 
technology, many things can be done easily. One of the developments can 
be seen in the development of telecommunications technology. Because of 
that, many businesses see a pretty good business opportunities in the field 
of telecommunications services so that competition among businesses is 
also higher. Simpati cards are the first cellular provider in Indonesia and it 
has the widest network, a strong signal and the number of customers that is 
quite larger than the other providers.The sample used in this study 
amounted to 159 people who are subscribers of GSM Simpati card and 
have already received service in Grapari. Data was collected using a 
questionnaire. The analysis technique used is the analysis of Structural 
Equation Modeling. The results of the analysis showed that the price, 
service quality and brand image affects customer satisfaction and customer 
satisfaction affects to customer loyalty. Besides that, price, service quality 
and brand image have no effect on customer loyalty.  
Keywords: Price, Quality Service, Brand Image, Customer Satisfaction, 
Customer Loyalty 
 
